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Agenda

Planning to Win – Mark Johnson

The Playoffs: Teams in the Game and 
Future Direction- Bo Harris

The Playbook (Plan)- Zandra Relaford
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VSSS Strategic Planning

Historical perspective
Purpose
Intent
Benefit
Responsibilities
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Virginia Social Services System 
Mission

People Helping People 
triumph over poverty, 
abuse and neglect

To shape strong 
futures for 
themselves, their 
families and 
communities
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Strategic Planning … 
Answers core questions

Who we are

What we do

What’s the outcome
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Why is this important?

Public 
accountability

Improved services 
for customers

Increased 
effectiveness and 
efficiency
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How will this change what 
we do?

Continue to enter data
Assess results and 
outcomes
Provide better services
Communicate openly
Celebrate success
Align local efforts with 
goals & mission
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What’s expected of us all?

Keep our eyes on the ball…
Be an every day player
Participate in customer 
service survey
Look for updates
Continue to make a 
difference
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Haven’t we done this 
before?

Moving from “documents” to 
ongoing processes for 
improvement
Basing decisions on data, 
communication and formal reviews

Two efforts with a VSSS connection
Virginia Performs (all state 
agencies)
Government Performance Project 
(nationally)
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Examples of Agency Key Measures
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Virginia Performs
Management Scorecard Results
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Government Performance 
Project (GPP)

Mission: to improve service to citizens 
by strengthening government policy 
and performance. 
In 2008, child protective services added 
as a focus area



Presentation for Joint Affiliate Conference May 
2008

17

2007 GPP 

Three Functions of Government
• Transportation
• Corrections
• Child Welfare

Four Filters
• People
• Money
• Information
• Infrastructure
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Government Performance Project 
Virginia gets high grade of A- 

Puts VA at the top for the second year in a row
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Government Performance Project 
(GPP)

The GPP report specifically cites 
Virginia Performs --a signature 
initiative of the Council --as one of the 
performance measurement tools key 
to keeping the Commonwealth a 
leader among states.

http://www.maxwell.syr.edu/gpp/about/index.asp
http://www.maxwell.syr.edu/gpp/grade/index.asp
http://www.maxwell.syr.edu/gpp/research/index.asp
http://www.maxwell.syr.edu/gpp/staff/index.asp
http://www.maxwell.syr.edu/gpp/about/history.asp
http://www.maxwell.syr.edu/gpp/about/facts.asp
http://www.maxwell.syr.edu/gpp/about/goals.asp
http://www.maxwell.syr.edu/gpp/about/questions.asp
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Who’s on the Team?
VSSS Team Roster

Managers
• VSSS Steering Committee 
• LDSS Directors 
• Community Action Directors

Players 
Staff in local departments and 

community action 
• In-fielders 
• Out fielders 
• Utility players and 

designated hitters
Administration 

Home Office
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VSSS Mission and Goals
People helping 

people 
triumph 

over poverty, 
abuse and neglect 

to shape 
strong futures
for themselves, 
their families 

and communities

Maximize 
the 

economic 
independence, 

safety and 
stability 

of 
Individuals 
and families

Cultivate 
an exceptional, 

diverse 
and 

well-trained 
workforce 

that is engaged 
in 

continuous learning

Provide resources 
necessary to 

assure quality 
services 
that meet 
the needs 

of Virginia’s 
residents

Deliver 
high-quality, 

customer-focused 
services

Improve 
business 

productivity
through effective 

automation

Establish a 
performance 
management 

system
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Goal 1: Maximize the economic independence, safety and 
stability of individuals and families

Economic 
Independence, 

Safety & 
Stability

Promote self-sufficiency
Maximize access 

to 
services

Protect 
vulnerable 

adults 
and children

•TANF
•Food Stamps
•Medicaid 
•Child Support
•Earned Income Tax Credit

•CPS
•Foster Care
•Adult Protective Services
•Domestic Violence
•Licensing

•Screening
•Eligibility
•Outreach 
•Limited English Proficiency
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Goal 2: Establish a performance management system

Performance 
Management

Identify
program-specific 

performance 
indicators

Recognize 
high performance 

&
foster continuous 

improvement

Implement automated 
data collection 
and reporting

•Directors
•Supervisors
•Managers
•Staff
•Data people

•Data entry
•Reporting

•Report users
•Report generators

•Quality Control
•Communications
•Managers
•Supervisors
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Goal 3: Improve business productivity through effective 
automation

Effective 
Automation

Simplify 
business 
processes

Increase quality 
& 

efficiency of 
IT solutions

•Expert Panel members
•Information systems staff
•System users

•Expert Panel members
•Information systems staff
•System users
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Goal 4: Deliver high quality, customer-focused services

Customer
Focused 
Services

Improve 
customer satisfaction

Improve 
local department 

satisfaction

•Local Departments 
•Directors
•Supervisors/Managers
•All Staff

•VDSS staff

•VDSS 
•Home office staff
•Regional staff
•Contractors and vendors
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Goal 5:Cultivate an exceptional, diverse and well-trained 
workforce engaged in continuous learning

Exceptional
Workforce

Attract and retain 
workforce

Comprehensive 
Learning 
System

Succession Planning

•Directors
•Supervisors
•Managers
•HR Staff

•Directors
•Supervisors
•Managers
•HR Staff

•Supervisors
•Program specialists
•Training staff
•Regional staff
•Contract staff
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Goal 6:Provide necessary resources to assure quality 
services that meet the needs of Virginia’s residents

Resource 
Management

Increase
system-wide revenue

and resources

Effectively manage 
system resources

•Leadership Teams
•Finance
•Directors
•Community Action
•Grant writers, administrators, staff

•Finance 
•Budget
•Everyone
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Team Stats: What’s Our Record?
Economic Independence

EITC initiatives likely to exceed 2006 tax 
year results

Performance Management
Performance Indicators System launched

Effective Automation
Information systems satisfaction 

increases in satisfaction with systems
Customer Satisfaction

State and local department 
customer satisfaction surveys 
tested; 

Statewide launch this summer for 
VDSS satisfaction survey

Exceptional Workforce
Succession Planning Guide 

developed
Knowledge Center “live” on July 1
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Goal 1: Maximize the economic independence, safety and 
stability of individuals and families

Economic 
Independence, 

Safety & 
Stability

Promote self-sufficiency
Maximize access 

to 
services

Protect 
vulnerable 

adults 
and children

Key Measure

Adoptions finalizes
within 24 months

Key Measure

Incidence of 
repeated maltreatment
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Examples of Agency Key Measures
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How is this useful to all of us 
(especially me)?

Tells our story

Helps us all move from 
reactive to proactive 

Maps out needed 
improvements

Helps us to help those 
we serve
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